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• What is the customer trying to get done?
• How is the library helping the customer?
• Why is the customer going to come to the 
library?
• What are the unique features of the library’s 
value proposition?
Robert Taylor
Customer Criteria for Assessing Value
Customer Criterion Value Added by the Service
Ease of use Browsing, formatting, mediation service, 
orientation service, ordering, physical 
processing
Noise reduction Access (identification, subject description, 
subject summary), linkage, precision, 
selectivity
Quality Accuracy, comprehensiveness, currency, 
reliability, validity
Adaptability Closeness to problem, flexibility, 
simplicity, stimulatory
Time savings Response speed




























  - Options
  - Advantages

















Constrained by a physical world




The greatest danger in 
times of turbulence is 
not the turbulence: 
















• Organization of special collections




































































• What is the added value (in the eyes of 
our customers) for what we currently do?
• What can we stop doing (that has little 
value) and our customers probably will 
not notice?
• What should we do that is new and will 
add real value?
What Have You Found to be Effective?
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